Lessons for effective government IT outsourcing: education and immigration in New Zealand by Winnard, Scott
  
Scott Winnard 
Lessons for effective government IT 
outsourcing: education and immigration in 
New Zealand 
 







Winnard, Scott (2017) Lessons for effective government IT outsourcing: education and 
immigration in New Zealand. International Journal of Electronic Government Research, 13 (3). 




© 2017 IGI Global 
 
This version available at: http://eprints.lse.ac.uk/86818/ 
 
Available in LSE Research Online: February 2018 
 
LSE has developed LSE Research Online so that users may access research output of the School. 
Copyright © and Moral Rights for the papers on this site are retained by the individual authors 
and/or other copyright owners. Users may download and/or print one copy of any article(s) in LSE 
Research Online to facilitate their private study or for non-commercial research. You may not 
engage in further distribution of the material or use it for any profit-making activities or any 
commercial gain. You may freely distribute the URL (http://eprints.lse.ac.uk) of the LSE Research 
Online website.  
The International Journal of Electronic Government Research is indexed or listed in the following: ABI/Inform; ACM 
Digital Library; Australian Business Deans Council (ABDC); Bacon’s Media Directory; Burrelle’s Media Directory; 
Cabell’s Directories; Compendex (Elsevier Engineering Index); CSA Illumina; DBLP; DEST Register of Refereed 
Journals; Gale Directory of Publications & Broadcast Media; GetCited; Google Scholar; INSPEC; International 
Bibliography of the Social Sciences; JournalTOCs; Library & Information Science Abstracts (LISA); MediaFinder; 
Norwegian Social Science Data Services (NSD); SCOPUS; The Index of Information Systems Journals; The Standard 
Periodical Directory; Ulrich’s Periodicals Directory; Web of Science; Web of Science Emerging Sources Citation Index 
(ESCI); Worldwide Political Abstracts (WPSA)
Editorial Preface
v Vishanth Weerakkody, University of Bradford, Bradford, UK
Research Articles
1	 Investments	in	E-Government:	A	Benefit	Management	Case	Study;
Teresa Matos Fernandes, Portuguese Public Administration, Lisbon, Portugal 
Jorge Gomes, Lisbon School of Economics & Management (ISEG), University of Lisbon, Lisbon, Portugal 
Mário Romão, Lisbon School of Economics & Management (ISEG), University of Lisbon, Lisbon, Portugal 
18	 An	Analytical	Method	to	Audit	Indian	e-Governance	System;
Darpan Anand, Dr. A.P.J. Abdul Kalam Technical University, Lucknow, India 
Vineeta Khemchandani, School of Management, J.S.S. Academy of Technical Education, Noida, India 
38	 Electronic	Government	Services	Adoption:	The	Moderating	Impact	of	Perceived	Service	Quality;
Isaac Kofi Mensah, School of Management, Harbin Institute of Technology, Harbin, China 
Jianing Mi, School of Management, Harbin Institute of Technology, Harbin, China 
55	 Use	of	Social	Media	in	Citizen-Centric	Electronic	Government	Services:	A	Literature	Analysis;
Mohammad Abdallah Ali Alryalat, Al-Balqa’ Applied University, Salt, Jordan 
Nripendra P. Rana, School of Management, Swansea University Bay Campus, Swansea, UK 
Ganesh P. Sahu, Department of Management and Systems, Motilal Nehru National Institute of Technology, 
Allahabad, India 
Yogesh K. Dwivedi, School of Management, Swansea University Bay Campus, Swansea, UK 
Mina Tajvidi, School of Management, Swansea University Bay Campus, Swansea, UK 
80	 Lessons	for	Effective	Government	IT	Outsourcing:	Education	and	Immigration	in	New	Zealand;
Scott Winnard, The London School of Economics and Political Science, United Kingdom 
CoPyRight
The International Journal of Electronic Government Research (IJEGR) (ISSN 1548-3886; eISSN 1548-3894), Copyright © 2017 IGI Global. All 
rights, including translation into other languages reserved by the publisher. No part of this journal may be reproduced or used in any form or by any means 
without written permission from the publisher, except for noncommercial, educational use including classroom teaching purposes. Product or company 
names used in this journal are for identification purposes only. Inclusion of the names of the products or companies does not indicate a claim of ownership 
by IGI Global of the trademark or registered trademark. The views expressed in this journal are those of the authors but not necessarily of IGI Global.
Volume 13 • Issue 3 • July-September-2017 • ISSN: 1548-3886 • eISSN: 1548-3894




International Journal of Electronic Government Research




Lessons for Effective Government 
IT Outsourcing:
Education and Immigration in New Zealand
Scott Winnard, The London School of Economics and Political Science, United Kingdom
ABSTRACT
Information﻿ technology﻿ (IT)﻿ tends﻿ to﻿ be﻿ viewed﻿ as﻿ ancillary﻿ to﻿ core﻿ government﻿ functions.﻿
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1. INTROdUCTION
They’ve been overpaid, underpaid and not paid at all – now one teacher has been paid for being in 
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2. THE CASE STUdIES
2.1. Novopay and the Schools Payroll1
Novopay﻿was﻿a﻿fully﻿outsourced﻿(i.e.﻿software﻿and﻿staff)﻿payroll﻿system﻿to﻿be﻿provided﻿by﻿the﻿private﻿
company﻿Talent2.﻿ It﻿ replaced﻿ the﻿(also﻿fully﻿outsourced)﻿Datapay﻿system.2﻿The﻿business﻿case﻿for﻿









120,000﻿staff.﻿ It﻿ is﻿also﻿a﻿complicated﻿payroll.﻿The﻿Ministry﻿ is﻿ responsible﻿ for﻿providing﻿payroll﻿
services,﻿ but﻿ individual﻿ schools﻿ (around﻿2,500﻿of﻿ them)﻿ are﻿ the﻿ employers﻿ for﻿ payroll﻿ purposes.﻿
Schools﻿differ﻿in﻿terms﻿of﻿their﻿size,﻿their﻿number﻿and﻿speciality﻿of﻿payroll﻿administrators﻿and﻿the﻿IT﻿
systems﻿that﻿they﻿use.﻿A﻿combination﻿of﻿collective﻿and﻿individual﻿employment﻿agreements﻿generate﻿
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The﻿Australian﻿Customs﻿ and﻿Border﻿ Protection﻿Service﻿ (Australian Customs)﻿was﻿ already﻿
using﻿Morpho’s﻿SmartGate.﻿Before﻿introducing﻿SmartGate﻿into﻿NZ﻿airports﻿NZ﻿Customs﻿borrowed﻿








SmartGates﻿ through﻿to﻿2020.﻿Reflective﻿of﻿ the﻿good﻿relationship﻿between﻿the﻿counterparties,﻿ the﻿
agreement﻿also﻿included﻿terms﻿for﻿a﻿Biometric﻿Research﻿Partnership﻿(Safran,﻿2015).
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To﻿ review,﻿ history﻿matters﻿ in﻿ project﻿ outcomes.﻿Yet﻿ far﻿ too﻿ often﻿ history﻿ receives﻿ too﻿ little﻿
attention﻿and﻿governments﻿are﻿not﻿realistic﻿about﻿what﻿it﻿means﻿for﻿service﻿delivery﻿and﻿outsourcing.﻿
International Journal of Electronic Government Research
Volume 13 • Issue 3 • July-September 2017
84
The﻿Ministry﻿wanted﻿to﻿change﻿the﻿schools﻿payroll.﻿However,﻿it﻿failed﻿to﻿effectively﻿use﻿its﻿window﻿
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The﻿Ministry﻿did,﻿at﻿ times,﻿ recognise﻿ its﻿skill﻿deficits﻿and﻿contract﻿external﻿support﻿ (Jack﻿&﻿
Wevers,﻿2013).﻿However,﻿overall,﻿Ministry﻿staff﻿lacked﻿the﻿commercial﻿and﻿contractual﻿nous﻿needed﻿
to﻿manage﻿a﻿complex﻿IT﻿project.﻿ It﻿ is﻿also﻿worth﻿making﻿ the﻿ link﻿between﻿poor﻿commercial﻿and﻿
contractual﻿practices﻿and﻿transaction﻿costs.﻿Poor﻿practices﻿were﻿a﻿major﻿reason﻿why﻿the﻿Ministry﻿
found﻿itself﻿over﻿exposed﻿to﻿the﻿market﻿based﻿transaction﻿costs﻿identified﻿in﻿section﻿four.
NZ﻿Customs,﻿ on﻿ the﻿ other﻿ hand,﻿ demonstrated﻿ sensible﻿ commercial﻿ practices﻿when﻿ it﻿
introduced﻿SmartGate.6﻿It﻿started﻿with﻿a﻿clear﻿understanding﻿of﻿its﻿environment﻿and﻿its﻿“business﻿
needs”﻿ –﻿ international﻿ passenger﻿ numbers﻿were﻿ increasing,﻿ airport﻿ space﻿was﻿ limited﻿ and﻿
processing﻿ times﻿needed﻿ to﻿be﻿managed.﻿This﻿ resulted﻿ in﻿a﻿ solid﻿business﻿case﻿ for﻿what﻿was﻿
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needs﻿ to﻿be﻿given﻿by﻿government﻿ to﻿specifying﻿ in﻿contractual﻿ terms﻿ the﻿socio-technical﻿ interface﻿
for﻿IT﻿projects﻿(Maguire,﻿2014)﻿and﻿to﻿making﻿sure﻿that﻿interfaces﻿meet﻿real﻿users’﻿needs.﻿This﻿is﻿































4.﻿﻿ Government﻿should,﻿as﻿manager﻿rather﻿ than﻿producer,﻿ intentionally﻿develop﻿the﻿contract﻿and﻿
commercial﻿skills﻿that﻿will﻿allow﻿it﻿to﻿effectively﻿service﻿its﻿citizens;
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5﻿﻿ Williamson﻿identifies﻿small﻿numbers﻿(of﻿producers)﻿and﻿/﻿or﻿counterparty﻿opportunism﻿as﻿reasons﻿for﻿





7﻿﻿ Market﻿ based﻿ transaction﻿ costs﻿ cannot﻿ be﻿ completely﻿ eliminated.﻿ In﻿ pursuing﻿market﻿ solutions,﻿ the﻿
government﻿must﻿accept﻿at﻿least﻿de minimis﻿exposure.
